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(54) Dynamic skill-based call routing depending on occupancy levels of agents 


(57) A method and apparatus are provided for as- 
signing agents of an automatic call distributor to incom- 
ing calls of a plurality of call types handled by the auto- 
matic call distributor. The method includes the steps of 
determining a target occupancy matrix including a target 
occupancy for each agent of the agents of the automatic 
call distributor for each call type of the plurality of call 


types. The method further includes the steps of process- 
ing a call of a first type of the types determined in the 
target occupancy matrix and assigning the call to an 
agent of the agents of the automatic call distributor with 
a largest relative difference between an actuai occupan- 
cy of calls of the first type handled by the agent and the 
target occupancy of calls of the first type determined for 
the agent in the target occupancy matrix. 
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1. Claims: 1-37 

A method of assigning agents of an automatic call 
distributor to incoming calls of a plurality of call types 
handled by the automatic call distributor, such method 
comprising the steps of: 

determining a target occupancy matrix including a target 
occupancy for each agent of the agents of the automatic call 
distributor for each call type of the plurality of call 
types; 

processing a call of a first type of the types determined in 
the target occupancy matrix; and 
assigning the call to an agent of the agents of the 
automatic call distributor with a largest relative 
difference between an actual occupancy of calls of the first 
type handled by the agent and the target occupancy of calls 
of the first type determined for the agent in the target 
occupancy matrix. 

That is to say that the ACD system is trying to distribute 
calls so that a target matrix based on occupancy of agents 
is arrived at. 


2. Claim : 38 

A method of assigning a plurality of agents to incoming 
calls by an automatic call distributor* such method 
comprising the steps of: 

determining a target matrix specifying a mix and proportion 
of call types to be handled by each agent of the plurality 
of agents; 

receiving and assigning calls based upon the mix and 
proportion of call types specified in the target matrix with 
agent selection based upon an actual occupancy of the target 
matrix by the agent and a relative difference between the 
actual occupancy and the target matrix. 

That is to say that here the ACD system is trying to 
distribute calls so that a target matrix based on a specific 
mix and proportion of call types is arrived at. 
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